
85 
 

 
 

DAFTAR PUSTAKA 

Afiff, Faisal.1994. Seluk Beluk Organisasi Perusahaan Modern. PT ERESCO. 

Bandung. 

Andaleeb, S.S and Carolyn Conway, 2006, “Customer Satisfaction in The 

Restaurant Industry,” Journal of Service Marketing, Vol.20 no.1, p.3-11 

Anderson, E.W., Fornell, C. and Lehmann , D.R., 1996, “Customer Satisfaction, 

Market Share and Profitability: Finding from Sweden,“ Journal Of 

Marketing, Vol.58 Juli, p53-66 

Andreassen, T.W., 1994, “Satisfaction, Loyalty and Reputation as Indicators of 

Customer Orientation in The Public Sectors,” International Journal of 

Public Sector Management, Vol 7 No 2, p16-34 

Andreassen, T.W. and Lindestad, B, 1998, “Customer Loyalty and Complex 

Services,” International Journal Of Service Industry Management, Vol.9, 

no.1, p.7-23 

Ardianto, Eka, 1996,” Mengelola Nilai Konsumen,” Forum Manajemen Prasetya 

Mulya, No. 64, pp. 10-17 

Assauri, Sofyan.2003. “Costumer Service Yang Baik Landasan Pencapaian 

Costumer Satisfaction.” Manajemen Usahawan Indonesia.” No. 01, TH. 

XXXII, Januari. 

Bernadine, 2005, “Analisis Pengaruh Kualitas Layanan terhadap Kepuasan 

Pelanggan,” Jurnal Ekonomi Perusahaan, Vol. 12 no.3 September, 

p.318-345 

Birgelen, Marcel van, Ko de Ruyter and Martin Wetzels, 2000, “The Impact of 

Incomplete Information on The Use of Marketing Research Intelligence in 

International Service Settings,” Journal of Service Research, Vol 2 No 4 

Bloemer, Josee, Ko de Ruyter & Martin Wetzels, 1999, Lingking Perceive Service 

Qualityand Service Loyalty: A Multidimensional Perspective, European 

Journal of Marketing, Vol.33 No.11/12 

Caruana, Albert. 2000. Service Loyalty. The Effects of Service Quality and The 

Mediating Role of Customer Satisfaction. European Journal of Marketing 

Vol 36. No.7/8 (2002). Hal 818-828. MCP UP Limited. 



86 
 

Cauchick Miguel, Paulo A. 2005. “Evidence of QFD Best Practices for Product 

Development: A Multiple Case Study”, International Journal of Quality & 

Reliability Management Vol. 22 No. 1, pp. 72-82. 

Cliff, A. 1994. Measuring Quality in New Zealand Polytechnics. Journal of 

Tertiary Education Administration, 16 (1), pp. 45-53 

Cooper, D.dan Schindler, P. S. 2006, Marketing Research., McGraw Hill 

Companies Inc., New York. 

Cravens, David W, 1996, Pemasaran Strategis, edisi 4, Jilid 2, Erlangga, Jakarta 

Cravens, D.W., 1998., “ Implementation Strategies in The Market-Driven Strategy 

Era,” Journal of The Academy Of Marketing Science, Vol 26, no 3 

Cronin, Joseph Jr. and Steven A. Taylor, 1992, “Measuring Service Quality: A 

Reexamination and Extension,” Journal of Marketing, Vol 56 

Dutka, Alan. 1994.AMA Handbook for Customer Satisfaction: research, planning, 

and implementation. Lincolnwood: NTC Business Books. 

Effendi, Sofian. 2007. Indonesia Menghadapi Liberalisasi Pendidikan Tinggi. 

Artikel Seputar Indonesia, edisi 10 Maret. 

Ellitan, Lena,1999, Membangun Loyalitas Melalui Customer Satisfaction dan 

CustomerOriented, Kompak, No.9 

Engel, James F et al, 1996, Perilaku konsumen, jilid 1, Binarupa Aksara, Jakarta 

Feigenbaum, 1992, Kendali Mutu Terpadu, Edisi Ketiga, Penerbit Erlangga 

Ghozali, Imam. 2011. Aplikasi Analisis Multivariate Dengan Program IBM SPSS 19. 

Badan Penerbit Universitas Diponegoro, Semarang. 

Ferdinand, Augusty, 2006. Metode Penelitian Manajemen. Semarang: Badan Penerbit 

Universitas Diponegoro. 

Fornell, J.D. Michael, Anderson W. Eugene, Cha Jaesung and Bryant E. B., 1996, 

“The American Customer Satisfaction Index: Nature, Purpose and 

Findings,” Journal of Marketing, Vol 60 p7-18 

Gilbert, G. Ronald. 2000. Measuring Internal Customer Satisfaction. Managing 

Service Quality. Vol. 10, Iss. 3; pg.178. 

Griffin, Jill.1996. Customer Loyalty: How to Earn It, How to Keep It, New York: 

Simon and Chuster, Inc. 



87 
 

Griselda, Gretel dan Tagor Muda Panjaitan, 2007, “Analisis Pengaruh Kualitas 

Layanan terhadap Kepuasan Konsumen Restoran Pulau Dua,” DeReMa 

Jurnal Manajemen, Vol.2 no.1 Januari, p.39-45 

Gronroos, Christian, 1990, “Service Management and Marketing: Managing 

the Moment of Truth in Service Competition,” Maxwell MacMillan, 

Singapore 

Hadi, Sulistyo Bagus, 2002, Analisis Faktor-faktor yang menentukan Kepuasan 

Pelanggan dan Pengaruhnya terhadap Loyalitas Pelanggan, Tesis, Tidak 

Dipublikasikan, Program Magister Manajemen Universitas Diponegoro, 

Semarang 

Hallowell, Roger .1996.The relationships of customer satisfaction, customer 

loyalty, and profitabiliy: an empirical study’, International Journal of 

Service Industry Management, Vol. 7 No. 4, pp. 27 – 42. 

Hamka. (2002). Pribadi. Jakarta: Bulan Bintang 

Hanan, Mack.,  Karp, Peter. 1991. Customer Satisfaction: How to Maximaze, 

Measure and Market your company’s Ultimate Product. New York: 

American Management Association. 

Handriana, T. (1998), ‘Analisis Perbedaan Harapan Kualitas Jasa Pada Lembaga 

Pendidikan Tinggi di Surabaya’, Tesis S2. 

Herr, Paul M., Frank R. Kardes, John Kim. 1991. Effects of Word-of-Mouth and 

Product-Attribute Information on Persuasion: An Accessibility-

Diagnostic Perspective. The Journal of Consumer Research, Vol.17 No. 

4., pp.454-462. 

Hurley F. Robert and Estelami Hoofman, 1998, “Alternative Indexes for 

Monitoring Customers Perceptions of Service Quality: A Comparative 

Evaluation in a Retail Context,” Journal of The Academy of Marketing 

Science, Vol 26 No 3, p209-221 

Hurriyati, Ratih.2005.Bauran Pemasaran dan Loyalitas Konsumen. Penerbit CV. 

Alfabeta. Bandung. 

Indriwinangsih, Lira & Sudaryanto, 2007, Pengukuran Kualitas Pelayanan Kartu 

Pra Bayar Pro XL di Wilayah Depok. UG Jurnal Manajemen dan 

Pemasaran, Vol. 1 No. 7, Jakarta 



88 
 

Iswari, R., & Suryandari, R. T. 2003. Analisis Pengaruh Citra Supermarket  

terhadap Loyalitas Konsumen. Jurnal Bisnis & Manajemen , Volume 3 (2). 

Jacoby, Jacob & Robert W. Chestnut. 1978.Brand Loyalty. New York: John 

Wiley & Sons. Inc 

Jasfar, Farida. 2005. Manajemen Jasa – Pendekatan Terpadu. Bogor: Ghalia 

Indonesia 

Javalgi, Rajshekhar G. dan Moberg, C.R., 1997. Service Loyalty: Implication For 

Service Providers. The Journal Of Service Marketing, 11(3), 165-179. 

Jun, Minjoon dan Cai, Shaohan. 2001. The key determinants of Internet banking 

service quality: a content. International Journal of Bank Marketing 19/7 

Kertajaya, Hermawan. 2006. Kertajaya on Segmentation. Bandung: PT. Mizan 

Pustaka 

Koo, Dong-Mo. 2003. ”Inter-relationships among Store Images, Store 

Satisfaction, and Store Loyalty among Korea Discount Retail Patrons”. 

Asia Pasific Journal of Marketing and Logistics. Volume 15. Number 4. 

Page 42 

Kotler, Philip, 1997, Dasar-dasar Pemasaran, Alih Bahasa Drs. Alexander 

Sindoro, Prenhalindo, Jakarta 

Kotler, Philip, 1994, Manajemen Pemasaran: Analisis, Perencanaan, 

Implementasi dan Pengendalian, Jilid II, Erlangga, Jakarta 

Kotler, Philip dan Gary Armstrong, 1996, Principles of Marketing, Intermedia, 

Jakarta 

Kotler, P., and G. Amstrong, 1998. Principles of Marketing. 7th edition. Pearson 

International Edition. Prentice Hall. 

Kotler, Philip. 2003. Marketing Management. 11st edition. Prentice Hall, New 

Jersey 

Kumar, V., J. Andrew Petersen, and Robert P. Leone. (2007). How Valuable Is 

Word of Mouth. Harvard Business Review. 

Kurniatun, Taufani. C., 2010. “Etika Janji Pada Service Marketing Triangle dan 

Dampaknya terhadap Nilai Serta Intensi Perilaku Pelanggan Jasa 

Pendidikan: Studi pada Program Magister Manajemen di 5 Kota.” 



89 
 

Thesis Doctoral Program, Management Science, Faculty of Economics, 

Universitas Indonesia. 

Kurtz, D.L. and Crow, K.E. 1998, Service Marketing. John Wiley and Sons. 

Lestari, Elisa Nugrahani, 2002, Analisis Atribut-atribut Toko yang Mempengaruhi 

Loyalitas Konsumen terhadap Toko, Tesis, Tidak Dipublikasikan, 

Program Pasca Sarjana Magister Manajemen Universitas Diponegoro, 

Semarang 

Lupiyoadi, Rambat, 2001, Manajemen Pemasaran Jasa, Edisi Pertama, Salemba 

Empat, Jakarta 

Marzo, Mercedes., Marta Pedraja., and Pilar Rivera. 2007. The Customer Concept 

in University Service: A Classification. International Review on Public 

and Non Profit Marketing, vol. 4, n0 ½, pp.65-80. 

Mowen C, John dan Michael Minor, 2002, Perilaku Konsumen, Jilid 2, 

Erlangga, Jakarta 

Mujiharjo, Bagyo. 2006. Analisis Faktor-Faktor Yang Mempengaruhi Kepuasan 

Pelanggan Dan Pengaruhnya Terhadap Loyalitas Pelanggannya. Jurnal 

Sains Pemasaran Indonesia. Vol V, No.02. Semarang : Lembaga 

Manajemen Fakultas Ekonomi Universitas Diponegoro 

Mulyadin, Dedy, 2007, Analisis Kualitas Jasa Pelayanan Pada PT. BNI ’46 

Cabang X. UG Jurnal Ekonomi dan Bisnis, Vol.1 No.1, Jakarta. 

Musanto, Trisno. 2004. Faktor-Faktor Kepuasan Pelanggan dan Loyalitas 

Pelanggan: Studi Kasus Pada CV. Sarana Media Advertising Surabaya. 

Jurnal Manajemen & Kewirausahaan. Vol. 6, No. 2, September 2004: 123 

– 136.  

Naumann, Earl; Giel, Kathleen. 1995.Customer Satisfaction Measurement and 

Management: using the voice of the customer. USA: International 

Thomson Publishing. 

Nazir, M. 2003. Metode Penelitian. Galia Indonesia. Jakarta. 

Oliver, R. L. 1997. Satisfaction: A Behavioral Perspective on The Cunsumer. 

New York: McGraw-Hill, Inc. 

 



90 
 

Olson, Peter.1993. Consumer Behavior and Marketing Strategy. Richard D. 

Irwan Inc, Boston,Third Edition 

Omar, Maznah Wan dan Mohd Noor Mohd Ali. 2010. Brand Loyalty and 

Relationship Marketing in Islamic Banking System. Canadian Social 

Science, Vol. 6. pp. 25-32. 

Othman, Abdul Qawi., Owen, Lynn.2001.Adopting and Measuring Customer 

Service Quality (SQ) in Islamic Banks : A Case Study in Kuwait Finance 

House. International Journal of Islamic Financial Services. Volume 3 

Nomor 1. 

Parasuraman, A. Zeithaml, V. A., & Berry, L. L. 1985. A conceptual model of 

service quality and its implications for future research. Journal of 

Marketing, 49, 41-50 

Parasuraman, A. Zeithaml, V. A., & Berry, L. L. 1988. SERVQUAL: A multiple-

item scale for measuring consumer perceptions of service quality. 

Journal of Retailing, 64, 12-40.  

Parasuraman, A., Berry, L. and Zeithaml, V. 1991.Perceived service quality as a 

customer-based performance measure: an empirical examination of 

organizational barriers using an extended service quality model”, 

Human Resource Management, 30 (3), 335-64 

Rabinowitz, Exploring Typhography. 2006. , USA: Thomson/Delmar Learning,  

Raharjani, Jeni. 2005. ”Analisis Faktor-faktor yang Mempengaruhi Keputusan 

Pemilihan Pasar Swalayan Sebagai Tempat Berbelanja (Studi Kasus pada 

Pasar Swalayan di Kawasan Seputar Simpang Lima Semarang)”. Jurnal 

Studi Manajemen dan Organisasi. Vol. 2. No. 1. Januari. Hal. 1-15 

Rust, R.T. and Oliver,R.L.(Eds)., 1994. Service Quality: New Directions in 

Theory and Practice. Sage Publication. London,72-94.10 

Sakti, Tri Chandra.2010.Analisa Pengaruh Service Quality Terhadap Kepuasan 

Konsumen, Loyalitas Konsumen dan Motivasi Konsumen Pengguna ATM 

di Jakarta. Tesis. Fakultas Ekonomi. Program Studi Magister 

Manajemen. Universitas Indonesia. Jakarta 



91 
 

Sawmong, Sudaporn and Ogenyi Omar. 2004. ”The Store Loyalty of the UK’s 

Retail Consumers”. Journal of American Academy of Business, 

Cambridge. September. Vol. 5. Page 503-509 

Sax, B. 2004. Students as ‘customers’. On the Horizon, 12 (4), pp. 157-159. 

Sekaran, U. 2003, Research Methods of Business : A Skill Building Approach, 4th 

ed. John Wiley and Sons Inc., New York. 

Sheth, Jagdish N. dan Mittal, Banwari.2004. Customer Behaviour: A Managerial 

Perspective. Ohio: South-Western 

Sivadas, Eugene and Jamie L. Baker-Prewitt. 2000. ”An Examination of The 

Relationship Between Service Quality, Customer Satisfaction, and Store 

Loyalty”. International Journal of Retail and Distribution Management. 

Volume 28. Number. 2. Page 73-82 

Soh, Hyeonjin, Leonard N. Reid, and Karen Whitehill King. Measuring Trust in 

Advertising. Journal of Advertising, vol.38 no. 2. 2009. p.83-103 

Sparks, Richard E. and Richard D. Legault, 1993, “A Definition of Quality for 

Total Customer Satisfaction: The Bridge between Manufacturer and 

Customer,” Sam Advanced Management Journal, Winter, p16-27 

Spreng, Richard A., Scott B. Mackenzie and Richard W. Olshavsky, 1996, “A 

Reexamination of The Determinants of Customer Satisfaction,” Journal 

of Marketing, Vol 60 p15-32 

Soetjipto, Budi, W. 1997. Service Quality : Alternatif Pendekatan dan Berbagai 

Persoalan di Indonesia. Usahawan, Tahun XXVI, No 01, Januari, Jakarta. 

Sugiyono. (2007). Statistika Untuk Penelitian. Bandung: Alfabeta. 

Supranto. 2001. Pengukuran Tingkat Kepuasaan Pelanggan, Penerbit : Rineka 

Cipta, Jakarta 

Sururi, Ahmad dan Astuti Mudji, 2003. Pengaruh Kualitas Produk Telepon 

Selular Nokia Terhadap Kepuasan Pelanggan di Universitas Muhamadiyah 

Sidoarjo. Iktisadia: Vol.2 (2) p. 249-262 

Suryanto, Sugiyanto, dan Sugiarti. 2002. Analisis Faktor-faktor Pembentuk 

Persepsi Kualitas Layanan Untuk Menciptakan Kepuasan dan Loyalitas , 

Jurnal Bisnis Strategi , Vol. 9, Undip. 

 



92 
 

Susetiyana, Harmawan.2009.Analisis Loyalitas Pelanggan Pada Industri 

Airfreight Forwarder Dengan Menggunakan Structural Equation 

Modeling (SEM). Tesis. Fakultas Teknis. Program Studi Teknik Industri. 

Universitas Indonesia. Jakarta 

Svensson, G. and Wood, G. 2007. Are University Students Really Customers? 

When Illusion May Lead to Delusion for All. International Journal of 

Educational Management, 21 (1), pp. 17-28. 

Tandjung, J.W., 2004, Marketing Management : Pendekatan Pada Nilai-nilai 

Pelanggan, Edisi Kedua, Cetakan Kedua, Bayumedia, Publishing, Malang 

Tjiptono, Fandy, 1997, Prinsip-prinsip Total Quality Service, Edisi Keempat, 

Penerbit Andi, Yogyakarta 

Tjiptono, Fandy dan Gregorius Chandra, 2005, Service, Quality and 

Satisfaction, Edisi Pertama, Penerbit Andi, Yogyakarta 

Tjiptono, Fandy. 2006. Pemasaran Jasa. Bayumedia Publishing, Malang 

Uncles, Mark D, Grahame R. Dowling, and Kathy Hammond. 2003.Costumer 

Loyalty and Customer Programs. Journal of Consumer Marketing Vol. 20, 

No. 4, pp. 294-361. 

Waldi, Drajat Adhitya & Purbayu Budi Santosa, 2001, Analisis Pengaruh Atribut 

Produk & Promosi terhadap Persepsi Kualitas Motor Merek Milenium 

(Produk Motor China),Jurnal Strategi Bisnis, Vol.6 Th.IV 

Walgito, Bimo. 1990. Pengantar Psikologi Umum . Yogyakarta: Andi Offset. 

Zeithaml, V. Parasuraman, A., and Berry, L.1990. Delivering Quality Service : 

alancing customer Perception and Expectations, New York : The Free 

Press. 

Zeithaml, Valari A. and Mary Jo Bitner, 1996, Service Marketing, New York, 

Mc.Ggraw-Hill Co. Inc. 

 

 


